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〔Abstract〕Based on information management and organization management knowledge, the dominant factors to the study of conflicts issues
for reference librarians, moral, communication and organization are identified, and combining with computer and database technologies, the
conflicts management problem based on the modern information service is discussed, a series of effective processes, techniques and frameworks
of how to process conflicts are also advanced in this paper. Our conclusions will help people to clarify the real conflicts on issue and open the way
to decision making.
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表１　用户冲突分类矩阵
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